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Purpose

To objectively assess resident satisfaction
with the delivery of City services

To serve as a benchmark for future
performance

To gather input from residents to help set
priorities for improvement



Methodology

Survey Description
— 7 page survey
— took approximately 20 minutes to complete

Method of Administration
— mailed to a random sample of households in the City
— residents given the option to participate by mail or phone

Sample size:
— 917 completed mail and phone surveys

Confidence level: 95%

Margin of error: +/- 3.2%



Major Finding #1
Perceptions of Coffeyville




Q3. Satisfaction With Items That Influence
Perceptions of the City/Community

by percentage of respondents (excluding don't knows)

Coffeyville Community College 65% 25%
Coffeyville Regional Medical Center 65% 20% %

Overall quality of City services

Affordability of housing in Coffeyville 29% 33%

Public schools in Coffeyville  53% | _29% ‘
4% | 3% __ %}?ﬁ;
Coffeyville as a place to raise children 42% | 30% i

Overall quality of life in the City 29% 35% : %///////%
Availability of housing in Coffeyville 2% 31% %////////////Z’%/////////////%

Value received for City tax dollars & fees 19% | 31% %/////////////ﬁ%/////////////%

Overall image of the City [RE:YA 22%

0% 20% 40% 60% 80%

M Very Satisfied/Satisfied (5/4) CNeutral (3) E2Dissatisfied (1/2)

Source: ETC Institute (2013 City of Coffeyville Survey)

100%



Q5. Perceptions of Safety in Coffeyville

by percentage of respondents (excluding don't knows)

Walking in Downtown Coffeyville in the day

Walking in your neighborhood during the day

Walking in City parks during the day

Walking in your neighborhood after dark

Walking in Downtown Coffeyville after dark

0% 20% 40% 60% 80% 100%
M Very Safe/Safe (5/4) CINeutral (3) E2Unsafe (1/2)

Source: ETC Institute (2013 City of Coffeyville Survey)




Major Finding #2
Satisfaction With City Services




Areas With the Highest

Satisfaction Ratings

Overall quality of fire services (88%)

Professionalism of the City's fire personnel (87%)
How quickly the fire department responds (86%)
Overall reliability of electrical service (78%)

The City's fire prevention/education programs (78%)
Courtesy of City employees (76%)

How quickly electrical outages are repaired (76%)
Overall quality of City electric utility services (74%)
The reliability of your water service (74%)

Overall quality of police services (73%)

How quickly disruptions to water service are repaired (70%)
The Fire Department's inspection of businesses (69%)
Availability of youth sports fields in Coffeyville (68%)
The accuracy of your utility bill (67%)

City's outdoor aquatic facility (67%)

Overall reliability of sewer service (66%)
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~ Areas With the Lowest
Satisfaction Ratings

Overall quality of City streets & sidewalks (12%)
Timeliness of street maintenance repairs (13%)

Types of retail and entertainment establishments available
Downtown (14%)

Appearance/cleanliness of neighborhoods (14%)
Clean-up of debris on private property (14%)
Condition of sidewalks in your neighborhood (17%)
Exterior maintenance of residential property (18%)
City efforts to promote economic development (18%)
Removal of dilapidated structures (19%)

The City's ability to use public funds responsibly (19%)
Availability of sidewalks in your neighborhood (19%)
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Q1. Satisfaction With Major Categories of City Services

by percentage of respondents (excluding don't knows)

Overall quality of fire services 39% r %////////@,%%////////////%
Overall quality of City electric utility services 26% V %/////////%ZZ%////////////%
Overall quality of police services 23%' |
Overall quality of City water utility services LY %//////////////ZZ%////////////% 24%

Overall quality of City wastewater utility service EMEYA %///////////%ZZ////////////% | 28%

Overall quality of the City's parks and facilities [ | 31%
Overall quality of City customer service 8°/f %////////%///;//Zj//////////////% | 34%
Overall quality of stormwater management system 6%%////%;?;%////% 34%

Overall quality of the City's internet services 5%%///%% 52%
City efforts to promote community development 4%%%% 25%
The City's ability to use public funds responsibly 4/%% 37%
City efforts to promote economic development 4%%% | 31% |
Overall quality of City streets & sidewalks /% |

0% 20% 40% 60% 80% 100%
W \Very Satisfied (5) EASatisfied (4) CINeutral (3) EDissatisfied (1/2)

Source: ETC Institute (2013 City of Coffeyville Survey) 12



Q4. Satisfaction With Police Services

by percentage of respondents (excluding don't knows)

The professionalism of police office

How quickly police respond to emergencies

Visibility of police in you

Visibility of polic

The City's efforts in

How effectively City enforc

Availability/effectiveness

w effectively City enforces

of animal contro

par

33%

32%

39%

20% 40% 60%
W\ ery Satisfied (5) EASatisfied (4) CNeutral (3) EDissatisfied (1/2)
1stitute (2013 City of Coffeyville Survey)

100%
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Q6. Satisfaction With Fire Ser
by percentage of respondents (excluding don't knows)




Q7. Satisfaction With Utilities

by percentage of respondents (excluding don't knows)

Overall reliability of electrical service 21% %/////////////%%/////////////%

How quickly electrical outages are repaired [IEPADA %/////////////Z;ﬁ%///////////%

The reliability of your water service [EEFEA

20%

How quickly water service repairs are made [EL-DA

23%

The accuracy of your utility bill RT3 %///////////Z{/Z%//////////%

Overall reliability of sewer service [IRPGA %//////////////Zg%////////% dols

e

Informed of planned disruptions electric service [IRPAA /%//////////// s

Informed of planned disruptions to water service [IREYA %///////Zéﬁ%////////// 29%

Quality of your drinking water [RI'GA 24%

Electric rates for services provided E¥ % % | 28% |
Water and sewer rates for services provided N % ////};//j/// /% 25%,

0% 20% 40% 60%

80%

W \Very Satisfied (5) EASatisfied (4) CINeutral (3) EDissatisfied (1/2)

Source: ETC Institute (2013 City of Coffeyville Survey)

100%
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Q9. Satisfaction With Community Development

by percentage of respondents (excluding don't knows)

Mowing/cutting of weeds on business property [ER2 .
Mowing/cutting of weeds on residential property 4/‘%///% ’
sppsasnstieanines f Dot O 368
ppeeranceléiseniiness of commerdalarses %%

Exterior maintenance of business property £

Removal of dilapidated structures 4%%
.

N
B

Exterior maintenance of residential property & ///}/;é
4 0

Clean-up of debris on private property 3 107

Appearance/cleanliness of neighborhoods 37%

0% 20% 40% 60% 80% 100%
mVery Satisfied (5) EASatisfied (4) CONeutral (3) EDissatisfied (1/2)

Source: ETC Institute (2013 City of Coffeyville Survey) 16



Q14. Satisfaction With Streets, Sidewalks
and Stormwater Services

by percentage of respondents (excluding don't knows)

Snow removal on major City streets

Adequacy of City street lighting [ER2 %////////////% 2%

Maintenance of streetsigns G2 =~ 44% 33%

v 0

Snow removal on neighborhood streets X8 40% 27%

"

Storm drainage system in your neighborhood &3/ 27% |
Maintenance of storm drainage system L3 %////////ZZ%//////% 34%
Cleanliness of streets 4%%//////%/?{2%////////% 30%
Condition of streets in your neighborhood m%%
Condition of major City streets M%% 19%

Availability of sidewalks in your neighborhood 2/%% 28%
Condition of sidewalks in your neighborhood 3/%% 31%
Timeliness of street maintenance repairs %% 24%

0% 20% 40% 60% 80%

M \Very Satisfied (5) EASatisfied (4) CINeutral (3) EDissatisfied (1/2)

Source: ETC Institute (2013 City of Coffeyville Survey)

100%
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Q16. Satisfaction With Parks and Public Facilities

by percentage of respondents (excluding don't knows)

_q Availability of youth sports fields in Coffeyville JEEF:YA %//////////% 26%

City's outdoor aquatic facility [y %//////////%//;éé%////////% 25%’/0

v T 0

Appearance/cleanliness of City parks LA %/////////////%%%//////////% 26%‘

v 0 0

City outdoor recreation facilities ! 1%7 %//////////%///f%/ﬁ 28% |
Condition of equipment & facilities at City parks [y %////////%%//////////% | 30% |

v

Number of City parks ¥ %////////% | 29%,

Overall cleanliness of City facilities [ERA %///////////Z%/////////% I — .

Overall maintenance of City facilities [E34 %//////////;ﬁ | 36%

Overall Quality of Hillcrest Golf Course JMEWA %//////%/E/Z | 38%

30%

Number of walking and biking trails 5%%///%%//%

20% 40% 60% 80% 100%
W Very Satisfied (5) EASatisfied (4) CINeutral (3) EDissatisfied (1/2)

Source: ETC Institute (2013 City of Coffeyville Survey) 18



Q18. Satisfaction With Internet/Public Information

by percentage of respondents (excluding don't knows)

Usefulness the City's social network sites

Reliability of the City's wireless internet servic £¥

Coffeyville Connection rates for services provided &3 167,

0% 20% 40% 60% 80% 100%
W \Very Satisfied (5) EZSatisfied (4) CONeutral (3) EDissatisfied (1/2)

Source: ETC Institute (2013 City of Coffeyville Survey) 19



Source:

Q20a-h. Satisfaction With Customer Service Attributes

by percentage of respondents who had contacted the City during the past year (excluding don't knows)

I
professionalism [T ////////{///////
. -

Making you feel valued as a citizen/customer [EEEPXYA /%///////225//%/////%
kroviedge LY //////////////
Accuracy [EPERA ///%

0% 20% 40% 60% 80% 100%
W Very Satisfied () EASatisfied (4) COONeutral (3) EDissatisfied (1/2)

ETC Institute (2013 City of Coffeyville Survey)




Q21. Satisfaction With Downtown Coffeyville
by percentage of respondents (excluding don't knows)




Q2. Major Categories of City Services That Residents
Felt Should Receive the Most Emphasis from
City Leaders Over the Next Two Years

by percentage of respondents surveyed who selected the item as one of their top three choices

Overall quality of City streets & sidewalks

City efforts to promote economic development

City efforts to promote community development

The City's ability to use public funds responsibly
Overall quality of police services

Overall quality of stormwater management system
Overall quality of the City's parks and facilities
Overall quality of City electric utility services
Overall quality of City water utility services

Overall quality of fire services

Overall quality of City customer service

Overall quality of the City's internet services

Overall quality of City wastewater utility service : : |
0% 20% 40% 60%
WFirst Choice OSecond Choice EThird Choice

Source: ETC Institute (2013 City of Coffeyville Survey)




Major Finding #3
Opportunities for Improvement




Opportunities for Improvement

* Importance-Satisfaction (I-S) Analysis was performed to
assess the potential impact that investments in various city
services would have on overall satisfaction with city
services over the next 1-2 years

* By emphasizing improvements in areas where the level of
satisfaction is relatively low and the perceived importance
of the service is relatively high, the City will be more likely
to cause positive change in overall satisfaction with City
services over the next two years
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Importance-Satisfaction Rating

_2013 City of Coffeyville Survey
Major Cateqories of City Services

Most Most Importance-  [|-8

Important Important Satisfaction Satisfaction Satisfaction Rating
Category of Service % Rank % Rank Rating Rank
Verv Hiah Priority (IS .20)
Overall quality of City streets & sidewalks 66% 1 12% 13 0.5788 1 :
City efforts to promote economic development 49% 2 18% 12 0.4034 2q=
City efforts to promote community development 46% 3 21% 10 0.3612 I g
The City's ability to use public funds responsibly 29% < 19% 11 0.2360 4
Medium Priority (IS <.10)
Overall quality of stormwater management system 10% 6 32% 8 0.0650 5
Overall quality of the City's parks and facilities 9% 7 51% 6 0.0449 6
Overall quality of police services 15% 5 73% 3 0.0410 7
Overall quality of City water utility services 7% 9 64% 4 0.0266 8
Overall quality of City electric utility services 9% 8 74% 2 0.0236 9
Overall quality of the City's internet services 3% 12 31% 9 0.0213 10
Overall quality of City customer service 4% 11 48% 7 0.0202 11
Overall quality of City wastewater utility services 2% 13 59% 5 0.0090 12
Overall quality of fire services 7% 10 88% 1 0.0084 13

Overall Priorities:




Importance-Satisfaction Rating
12013 City of Coffeyville Survey

Utilities
Most Most Importance-  |-8

Important Important Satisfaction Satisfaction Satisfaction Rating
Category of Service % Rank % Rank Rating Rank
Very Hiah Priority (IS .20)
Electric rates for services provided 41% 1 39% 10 0.2507 1 Qg
Water and sewer rates for services provided 40% 2 37% 11 0.2495 2
Quality of your drinking water 3% 3 93% 9 0.1745 3
Informed about planned disruptions to water service 1% 9 54% 8 0.0515 4
The accuracy of your utility bill 15% 4 67% 5 0.0489 5
Overall reliability of sewer service 10% 6 66% 6 0.0350 6
Informed about planned disruptions electric service 8% 8 59% 7 0.0343 7
How quickly disruptions to water service are repaired 7% 10 70% 4 0.0219 8
The reliability of your water service 8% 9 74% 3 0.0208 9
Overall reliability of electrical service 9% 7 78% 1 0.0206 10
How quickly electrical outages are repaired 7% 1 76% 2 0.0158 11

Utility Priorities:




Importance-Satisfaction Rating
12013 City of Coffeyville Survey

Community Development
Most Most Importance-  |-8

Important Important Satisfaction Satisfaction Satisfaction Rating
Category of Service % Rank % Rank Rating Rank
Very High Priority (IS >.20)
Appearance/cleanliness of neighborhoods 48% 2 14% 9 0.4153 1
Removal of dilapidated structures 49% 1 19% 6 0.3994 A
Clean-up of debris on private property 42% 3 14% 8 0.3599 3 -
Exterior maintenance of residential property 28% 5 18% 7 0.2266 D -
Appearance/cleanliness of Downtown 28% 4 31% 3 0.1946 5
Mowing/cutting of weeds on residential property 20% 6 32% 2 0.1365 6
Appearance/cleanliness of commercial areas 12% 7 29% 4 0.0872 7
Exterior maintenance of business property 11% 8 26% 5 0.0828 8
Mowing/cutting of weeds on business property 8% 9 39% 1 0.0476 9

Community Development Priorities:




Importance-Satisfaction Rating

12013 City of Coffeyville Survey
Streets, Sidewalks and Stormwater

Most Most Importance- I-S
Important Important Satisfaction Satisfaction Satisfaction Rating
Category of Service % Rank % Rank Rating Rank

Very Hiah Priority (IS >.20)
Condition of major City streets 53% 20% 0.4272
Condition of streets in your neighborhood 47% 22% 0.3680
Timeliness of street maintenance repairs 37% 13% 0.3203

High Priotity (IS .10-20)
Availability of sidewalks in your neighborhood 20% 19%
Condition of sidewalks in your neighborhood 16% 17%
Cleanliness of streets 17% 36%

Medium Priority (IS <.10)
Storm drainage system in your neighborhood 16% 41%
Maintenance of storm drainage system 13% 37%
Snow removal on neighborhood streets 10% 49%
Adequacy of City street lighting 9% 55%
Maintenance of street signs 4% 49%
Snow removal on major City streets 5% 65%




Importance-Satisfaction Rating

2013 City of Coffeyville Survey
Parks and Public Facilities

Most Most Importance-  |-8
Important Important Satisfaction Satisfaction Satisfaction Rating
Category of Service % Rank % Rank Rating Rank

Very Hiah Priority (IS .20)
Number of walking and biking trails 35% 36% 10 0.2244

Hiah Priority (1S.10-20)
Condition of equipment & facilities at City parks 33% 7%
Overall maintenance of City facilities 27% 49%
Overall cleanliness of City facilities 27% 51%

Appearance/cleanliness of City parks 31% 63%

Medium Priority (IS <10)
Number of City parks 15% 54%
Overall Quality of Hillcrest Golf Course 12% 46%
City outdoor recreation facilities 17% 61%
Availability of youth sports fields in Coffeyville 1% 68%
City's outdoor aquatic facility 67%




Major Finding #4
Other Findings




Q11. Agreement With Various Statements Regarding
Economic Development in Coffeyville
by percentage of respondents (excluding don't knows)
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Q13. How does the City’s portion of property taxes
compare to the rates of other cities in Southeast KS?

by percentage of respondents

Somewhat higher
16%

/////////// LOW:*:"“ the same

- Yy,

Considerably higher
28%

Don't know
47%

Source: ETC Institute (2013 City of Coffeyville Survey)



Q19. Sources of Information Residents Use to Get
Information About City Issues, Services and Programs

by percentage of respondents who indicated the item was their “primary" or “secondary" source of information

Word of mouth

Newspaper

Radio

Cable channel 13 programming

City's Internet website (www.coffeyville.com)

76%

43%

42%

Attending City Commission meetings

28%

Facebook

Nixle

Twitter

Other

9%

20%

26%

66%

73%

0%

20%

40% 60%

B Primary Source COSecondary Source

Source: ETC Institute (2013 City of Coffeyville Survey)
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Q22. Should 8th and 9th Streets revert back to
two-way streets in the downtown area?

by percentage of respondents

Yes

37% 1 49%

Don't Know
14%

Source: ETC Institute (2013 City of Coffeyville Survey)



Q23. Support for Various Communltv Investments
by percentage of respondents (excluding don't kno

Use of tax revenue for street improvements 370

Use of tax re e for sidewalk/sto md g
impro

Use of tax revenue to tear down/restor dpl ppd ated 259,
Use of ta e for omic development 22% 0
Use of tax revenue for downtown revitalizatio /////////////

Use of tax revenue to construct walking trails [EREEA //// %

Use of tax re e to restore the Midland Theater REYA ///// 25%
%

0% 20% 40% 60% 80% 100%
W \ery Supportive (5) EASupportive (4) CONeutral (3) ENot supportive (1/2)

Source: ETC Institute (2013 City of Coffeyville Survey)



Q24. Ratings of the Availability of Housing in Coffeyville

by percentage of respondents (excluding don't knows)

Income-based apartments 15% 21% - 19% 11%
High end housing [ 13% 20% - 20% 10%

Starter homes | 12% 15% - 28% 11%

Homes for rent | 10% 16% - 29% 13%
Market-rate apartments |6%| 13% - E 30% E 15%

0% 20% 40% 60% 80% 100%

EMuch More Than Needed (5) CMore Than Needed (4)
ERight Amount (3) CLess Than Needed (2)
COMuch Less Than Needed (1)

Source: ETC Institute (2013 City of Coffeyville Survey)



Summary and Conclusions

* Most (83%) residents were satisfied or neutral with the
overall quality of City services provided

* Residents were most satisfied with fire and utility services

* Residents were least satisfied with street/sidewalk
maintenance and the appearance of the City

* In order to improve specific satisfaction ratings, the City of
Coffeyville may wish to emphasize improvements in three
major areas:

) Maintenance of Streets and Sidewalks
[ Appearance of the City
1 Economic Development
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Questions ?

THANK YOU




